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How May We Improve the Quality of Our Service to Clients? 
By E. L . KINCAID 
FIRST we must decide what "our service to clients" comprehends. In other 
words we shall try and state in general 
terms what we, as accountants, mean by 
this clause. 
In brief, we mean that each engagement 
must be so executed that the service ren-
dered to the client and the public will be 
the result of the highest quality of pro-
fessional training in accountancy and prac-
tical field accounting experience, at the 
same time bringing the engagement to a 
timely completion. 
You will note that the definition is com-
posed of two parts, both equally essential 
for the advancement of the profession. 
However, the latter part of the definition 
will always follow as a natural result if we, 
as accountants, successfully fulfill our obli-
gations as called for by the first part of the 
definition, namely, "Each engagement 
must be so executed that the service ren-
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dered to the client and the public will be 
the results of the highest quality of pro-
fessional training in accountancy and prac-
tical field accounting experience." 
There are numerous methods, plans, and 
thoughts, which give promise of affording 
improvement in our service to clients. 
However, to discuss adequately all of these 
would be impossible within the limits of 
this article. Therefore an attempt will be 
made to present for your consideration 
only two of these methods. 
The Wednesday night conferences held 
under the supervision of the Department 
for Professional Training have brought out 
the need of a standardized field accounting 
technique. We have made great strides in 
standardizing our reports. Why should we 
not apply like thoughts to our field work? 
It is not to be inferred that the belief is 
held that model answers or rules can be 
applied to the myriad of questions and 
conditions that arise during the course of 
an engagement. It is agreed that such is 
impossible. However, it is possible and 
practical to form partial model answers to 
questions, to insist on a minimum of work 
in the verification of certain accounts com-
mon to most engagements, to set up a 
Haskins & Sells practical standard of field 
accounting technique to be maintained in 
the carrying out of engagements. This 
information cannot well be handed to 
the accountant in charge at the time of 
starting the engagement. This proposed 
Haskins & Sells practical standard must 
be the result of constant field supervision 
and a properly conducted educational 
program. 
There is no doubt that the accountant 
in charge welcomes the visit, during the 
field work, of the managing partner, the 
office manager, or the supervising account-
ant. It affords him an opportunity to 
ask numerous questions and thus assure 
himself on the difficult points of the field 
work at hand. These visits cannot be 
too frequent and should be extended to 
the fullest degree. However, this is not 
always possible during the peak of the 
busy season, or at other times, for good 
and sufficient reasons. This condition 
necessitates a supplement to field super-
vision that will touch every engagement. 
It is proposed that the present reviewing 
department be enlarged by the inclusion 
therein of a reviewer of field accounting 
technique. This reviewer through his pro-
fessional and practical knowledge in ac-
countancy, and through predetermined 
Haskins & Sells practical standards will 
be in a position to judge of the quality 
and adequacy of the field work performed. 
Of course, these Haskins & Sells practical 
standards of necessity will be of a most 
flexible nature. 
Upon the completion of an engagement 
the accountant in charge will report to 
this proposed department with his com-
pleted working papers. Then the reviewer 
with the trial balance open before him and 
the working papers as a reference will 
review the results of the field work. Such 
leading questions as the trial balance or 
the nature of the engagement indicates 
will be asked. What was done in the veri-
fication of the various accounts will be 
ascertained. The working papers will be 
scrutinized. During the process of this 
review constructive criticism will be used 
where conditions warrant. The time re-
quired for such a review will be compara-
tively short. The results will be most 
gratifying. Through this educational pro-
gram a high grade of field accounting 
technique will be assured and an extraor-
dinary amount of unnecessary analyses, 
that mean wasted time will be eliminated. 
Could any one thing do more to improve 
the quality of our service to clients? 
Another extremely fertile field for im-
proving our service to clients is in our 
rendered reports. In my mind there is 
no doubt whatsoever that the rendered 
reports of Haskins & Sells are second to 
none rendered by members of our pro-
fession. But even with all of this to their 
credit do they give the client, the banker, 
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the public, everything that they have a 
right to expect? 
It must be admitted they are lacking. 
In what? In presenting as a separate 
exhibit of the reports a comparative state-
ment of financial and operating ratios 
covering a period of years. The client is 
given a balance sheet, statement of income 
and profit & loss with supporting sched-
ules, a few pages of uninteresting but neces-
sary comments and qualifications, and 
sometimes a statement in comparative 
form. There we stop. Just as we are 
getting over the perfunctory part of the 
work we decide we have a finished product. 
It is just at this point that we can begin 
to be of real service to the client. 
By means of a separate statement we 
should bring to the client's attention the 
present relative condition of his business 
as compared with past years. The client 
is far more interested in knowing whether 
or not his business is enjoying a healthy 
growth, than he is interested in a balance 
sheet or statement of income and profit 
& loss. If by means of a statement show-
ing various ratios, etc., we can point out 
the weak and strong parts of the present 
condition of his business we will be render-
ing a vital service to the client. 
Even though the organization is thor-
oughly departmentalized each department 
is submitting monthly comparative state-
ments, there is no reason why we should 
not render an independent resume of the 
results of operations or conditions through 
the mediary of a separate exhibit. 
The most convincing argument for the 
above proposal is to read the recent book, 
"Financial and Operating Ratios in Man-
agement," by J . H . Bliss, and apply the 
thoughts gleaned therefrom to our reports. 
It is far too comprehensive a subject to 
begin to be expounded in a few hundred 
words. 
There can be no substantiating argument 
advanced that it would greatly increase the 
cost of our service to the client. Our 
working papers at present contain most 
of the essential information necessary to 
prepare such an exhibit. After preparing 
the initial exhibit it would be possible to 
prepare a like statement in future years, 
on a comparative basis covering several 
years, with an expenditure of a few hours 
spent in making calculations. Also it is 
predicted that it would prove to be one of 
the most interesting statements prepared 
by the accountant, from his point of view 
as well as that of the client's. 
The following is suggested information 
that could be embodied in such a state-
ment. It is by no means exhaustive. Also 
there has been no attempt to apply the 
arrangement or contents thereof to any 
one class of business. It would be neces-
sary to supplement such a statement with 
the necessary comments to bring to the 
client's attention pertinent conditions and 
changes. 
T H E B L A N K COMPANY 
Statement of financial and operating ratios 
for the years ended December 31, 
1923, 1922, 1921,1920 
Year ended December 31, 
1923 1922 1921 1920 
Balance Sheet Relations: 
A—Net working capital 
B—Net working capital ratio 
C—How capital is invested 
(i. e. The proportion of total capita! 
in each class of assets) 
D—Source from which capital is secured 
(i. e. The proportion of capital se-
cured from each of the various 
sources) 
E—Book value of common stock. 
Income Statement Relations: 
F—Gross profit per cent. on sales 
G—Selling expenses per cent. on sales. . . . 
H—Administrative and general expenses 
per cent. on sales 
I—Operating profit per cent. on sales. . . . 
J—Net income per cent. on sales 
K—Interest costs per cent. on sales 
Measures of Earnings and Turnover: 
L—Per cent. earned on net worth 
M—Per cent. earned on common stock.. . . 
N—Cost of borrowed money. 
O—Per cent. of operating profit on total 
capital 
*P—Turnover of all capital 
*Q—Turnover on fixed property 
*R—Turnover of inventories 
*S—Turnover of accounts receivable 
T—Fixed property expenses per cent. on 
plant investment 
*NOTE.—Stated as dollars of sales per one dollar of capital used. 
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